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Résumé : 

Le but de notre étude est de présenter une analyse statistique d’un 
sondage d’opinons des clients des banques algériennes, a partir de 1’échantillon 
des banques de la wilaya de Ghardaia, sur l’évaluation de la qualité des 
prestations bancaires. En effet la qualité de ces prestations forme un support 
fondamental pour la compétitivité des banques commerciales au sein de 
l’ économie de marché. Or on ne peut pas savoir si ces prestations nécessitent des 
améliorations, sans une définition et une évaluation préalable, de leur qualité par 
les clients. 

Nous avons essayé d’appréhender I’évaluation des prestations bancaires 
par les clients par rapport 4 leurs attentes, de tester la validité des critéres 
d’estimation de ces prestations, proposés par la théorie du Gap, ensuite définir 
l’importance relative des facteurs utilisés par la clientéle dans son évaluation de 
la qualité des services bancaires, pour enfin tester l’effet de quelques variables 


influant sur |’évaluation des prestations réellement percues par la clientéle. 
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9ST Bball pe Byer IS GB Ub! CD jee cls]! 2 
ASL 5 ela SF aol Sell 8) peal eet dpoln arog 
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Oglalas Cuil ye dele ab pall OLLI sual Atl le Y! 3 
eetl ae pg lel SLE oo Bl dently 3 le Me jk SL 
dyer bare 43 wall SLL) SLE Cor gl Sct 5 glesll 251 ys 4 
cal isa 

eh coll AB pall OLLI Baye le patel Gueeedl oyg4 el Y! 5 
hy 

Sar Of CAA | abl! Aled) GyLall & Sly! le of 6 
Bball fb J hed pemitl Gey Lg dole dell giles aalbl ober 
Bye pid ALI Sage OY | des g eden a pall OLLI doy Cpl 
GB WSL Bre obojl wey cad pall Gp G Ged awl 4s 
LN Lele ae JF Slat ab gh OF HD pall Bylo! Ob cd pul 
Boge ce el Sh gee pas of Sey Ge Cel Gle J! 
cpl pl eV ge Clemo als OSG 48 pel! LL! 

andai Ls 33 9 pet Fle ely Flak! coe eLall 0) 9 wo 4 
ppl cas Kt ob ell IT ley Gb pas late oo Lyle 
GRA AB poe Sleds ope ob ple Le Bagh Ves OLELE 5 OLS ,2! 
spe Bb pai ol C4 cell ode fe Ol old EL Ge pale, 
(52 gl bed eV ge Gade all ob ly 5 pbleys hs ob 

ws sliceN) @ deg of CA abpell dl doe pggie Of 8 
lds OB Dib y cg pall GLU Arb pe) deel pe) Lebty rei 
pi Las BLN Ley cle Gal Spree eleill op Sb pall 8 Noy) oS 
tel le feclly Led ppedll Glee le Sissy ole Cy ot 
Lge 
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FB yLral) dle ig cdbals by gray Ad pall dot 6 pentll 5 yy Wo 9 
Het) OSS fy coplelally fb N ae folly Hei) aaets of & jel 
phate ae Cel 43 pall 

Ag pall ob) ey psi 10 

sll acy Al Go Ke cAgdl fod! CULT, abil et 11 
ple GIRS Yas fit ad pall Ld 

ASU BIS SELB phtelaey SLU Ale Slt! era 12 
alps, 

PS) Dydd fad Ke SlBSY) Sleley Ld) aol Sui Es 13 
pint ae BE poy lL ELE Oy ew Ky GySle 
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eu 
| 1] me Gabe 
ee ej gll OS stl Kolmogroroc-smirnov jl! gli ‘(1 why Sgr! 

ei gl By lu gall cue | Kolmogroroc- | 43, 

CS eal sig Pie yall 
ae 1.16 0.000 2.945 1 
ene 1.19 0.000 2.324 2 
eb 1.12 0.000 2.794 3 
wb 1.18 0.000 2.408 4 
eb 1.15 0.000 2.232 5 
ab 1.00 0.000 2.363 6 
eb 1.12 0.000 2.348 i 
wb 1.19 0.001 2.007 8 
web 1.19 0.003 1.825 9 
eb 1.34 0.000 2.668 10 
tub 1.21 0.000 2.496 11 
ak 1.25 0.000 2.692 12 
wb 1.13 0.000 3.008 13 
ab 1.15 0.000 3.430 14 
ak 1.09 0.000 2.369 15 
= 1.11 0.000 2.025 16 
web 1.12 0.000 2.970 17 
eb 1.12 0.000 2.677 18 
eb 1.17 0.000 2.238 19 
web 1.21 0.000 2.578 20 
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TIA T Ope Galo 0.9 


crab S geod 9 poly mt Came Lal All dae a5 1 (2) By J ye 


AB pall SLL dob LL alld GB jLall 5 Spo} wos 






































cetelesll s sel sll J 
To devs | SS | Hab | Jo demned! | yh Sd ail! Qo devon | \ SSN | aid! 
25 30 op dl 2.5 3 tw 20 cy Ji 90 108 | s3 
4 gill 
22.5 27 by gl& 30 36 a 25, 20 10 12 Jl 
47.50 57 eee 10 18 a 30-26 
2.5 3 lel» 30 36 a 40-31 
te 
25 3 Op 12.50 15 a 45. 41 
all 
10 12 | 045 51 
100 | 120 | gs | 100 | 120 gas 100 | 120 | ¢ 4 





























dab SN 5 Abit! ME) Ou 


ial yh ne 259! [3] oy dye 





















































busi Jlé dibs II aslse Yl JULI 
Joins | 1S al] Jorn} Sl al] Jorn} Gi azall 
46.67 | 21 si | 62.50 | 75 eee 45 54 ol 
13.33 | 6 | ote | 37.5 | 45 pe 55 66 | com 
13.33 6 ea) 10 18 
26.67 | 12 dlesf 
oe 
100 45 | eet | 100 | 120 | ¢ pe! 100 | 120 | ¢ ss! 
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Sod hale gle dy shed yal 35th) GUY 1; Sat [ 4] ey J 54! 







































































By ay sult ay Bete Bly | ody 
Bd Bla! 
To |S | % |SS| % | IS| % IS) % IS 
95 | 300! AO. | ase) 15] 18 aS | as |) 5 6 | 1 
20 | 24 | 27.50| 33 | 17.50| 21 [32.50] 39 | 25 | 3 | 2 
17.50| 21 | 40 [| 48 | 20 | 24 | 17.5] 21 | 5 6 | 3 
15 | 18 | 32.50] 39 [17.50| 21 | 30 | 36 | 5 6 | 4 
7.5 | 9 [17.50| 21 | 27.50] 33 [32.50] 39 | 15 | 18 | 5 
o | 0 [17.50] 21 | 35 | 42 [2750] 33 | 20 | 24 | 6 
Fo 29. | SISO BO- | Sst) Ae as CaS. |S ase oe 
125° | 15 | 15" [18 [32.50/39 || 27.50 | 33. || 125°) 15. | 8 
7.5 | 9 [22.50| 27 | 30 | 36 |2250[ 27 | 17.5 | 21 | 9 
10 | 12 | 35 | 42 | 10 | 12 | 25 | 30 | 20 | 24 [| 10 
10" | 12. (D250 27" [f -20- | a4 B51] aes a0 [as it 
15 AS: | B08 7 50. or S780 as eas nse [18 
10. | 12 | 45" | 54 | 22:50] 27 | 125°] 15 | to] 12 [13 
02 oi 30: ieo0e | as 18s Ss Ee ie tO" ao |) a 
15 | 18 | 35 | 42 [27.50] 33 [1750| 21 | 5 6 | 15 
10 | 12 | 22.50] 27 | 30 | 36 | 30 | 36 | 7.5 | 9 [| 16 
5.0 | 6 | 20 | 24 [17.50[ 21 [4250] 51 | 15 | 18 | 17 
75 ||" O27 50-380 7 55] 8375 [45 5 8 TS 
12.50| 15 [22.50] 27 | 25 | 30 [32.50| 39 | 7.5 | 9 | 19 
52) BO. | SoS" (SS a 1252 |S: (BTSO 33 ies [= se 96 
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clas Bt Ogle sala. 0.> 


AB pall SLL dob LL alld GB jLeall 35 Spo} cous 





LIE 89 ge pel He yl os gla BLAM g Ghd! es gall |(5) od) J gt 


cpl tad deal 
















































































FY | Saws ght 3 ylat wy 
Sobel | ghar! 5 yl 
1.16 | 3.65 Ade aga ol pet pall Gl a! 1 
1.19 | 3.30 flor g Rafe CB pall ol 5 Sock) OL geal y Sebel git LM Ol 2 
1.12 | 3.48 wT y pee. O ge Fpl ile go 3 
1.18 | 3.23 Roba) LILI ¢ gb ae cede Bread Holl ISLA ball ela of 4 
1.15 | 2.70 | Ui 8 BE ee eg 3 ct ct few oSl ll CF pall Slo) ae Le 5 
1.00 | 2.50 | Gbus G pall 5 jlo) ob Le gf Se Ae af sb GW OR Lue 6 

(eer ey cee 

1.12 | 3.10 | 23 padi Grebe 3 be sce Se aes Labat CIF alll 3 lal a 2 
1.19 | 2.88 Pl gd as I OU G SLL edi 2 wall ogi 8 
1.19 | 2.80 | 25 ali Bese 23 Cope ol OM Se oh FY Opell alo! ot 9 
1.34 | 2.90 | os Quay loi Gall ab ye dye Ol le fat Yous ol] 10 
1.21 | 2.83 Og jl btslne G Lidl Ope YO pall aby ol] 11 
1.25 | 2.83 158 ola OLLb dude er Og pate 2 pall bye ot] 12 
1.13 | 3.33 ane falast CUS pall cab yc fst] 13 
1.15 | 3.33 SF pall sib ge ae dlls ue OLE jet gil | 14 
1.09 | 3.38 Bet) BEY 5 GoVl ane Lalst ci) Fall piby dee | 15 
1.11 | 2.98 Sob plas choy WU de Y 2 pall Bo} od} 16 
1.12 | 2.58 ears plasal sh Og il Ody VG pall gaby ol] 17 
1.12 | 2.90 cp OL O43 VY GO pall giby ol] 18 
1.17 | 3.00 Lgetae avai Oy Udall doelioll aver VG pall sylal ol | 19 
1.21 | 3.50 chp BIS Cots VY Spall foc bf of] 20 
1.272 | 3.06 fas 
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LIE 89 ge pel He yl os gla BAI g Ghd! es gall |(6) od) J gt! 
CAL Ob cy dad pil 



































SF | Laue gall 5 yl wy 

Sokal | gh! Byte! 

0.49 4.75 Bydo Ae Ol pgt GB pall oN oy of C4 1 

0.36 4.85 gp ASD SB pall CU BS ahh Ogee y dalall Gi O55 of C4 2 
tule 

0.52 4.68 eS y gels GO pall ci ye ie of 3 

0.38 4.83 Reda) Lad! ¢ gi Chill Halll il all pal gb oly of V4 4 

0.33 4.88 BUA) OU! 3 Leogey Lis CG all dla) gh of C4 5 

0.74 4.47 pelS lies clit gee 9 thy ae ables of 3 pall Slo le Ce 6 
ag pall y aU) 

0.47 4.68 | oles N) Atl gets) Sell 85 GU gs of pel dla] de Ce 7 
lgde 

0.59 4.73 eel ye G43 nah! OLLI aus of Gb pall Bylo) le Ce 8 

1.21 2.53 | ad ge price cll el dl SLI ede] pall Slo) Cols oe Ged 9 

1.07 2.17 Ly gb Regd eds Ob all ab gs Condy ot Gund 10 





1.31 2.28 | Su pl re aitezel dhe Lalo 15 So OF GD pak ib ge only oe nd 11 
Le Re Jd 8 aol gent ue 
1.10 3.95 1) 5b ofl SOUS aly Ball ibys fess of SLL! op. 12 
0.74 4.75 Fall ib g6, tL ttl gl Ga Wy Of G pall Bylo} le C4 13 
Bh she eS Ge Bob op 















































0.48 4.78 BOLL 5 etd 3 pall bj Gi Sg of Gall ayo) de Ce] 14 
erie ll ae poglales 
0.40 4.88 Beet! SUEY 5 GoVL G pall gb ys dee of Ue 15 
1.29 3.47 Lobe bod Lazal Oyj IS ede G pall Sys] eld iy HY 16 
1.17 3.28 teased LLacal ooh jl dub Gall ab ys pl aby SY 17 
1.36 2.95 BUM Ole Ball cab ye Be i Spall 18 
1.17 2.30 Leese erat ol U Lie) dnebvell G pall Syl! aoy abs IS pball nb oy 19 
1.19 3.17 Bhp ISS Be GS pall foe Os OSG of CY 20 
0.8185 | 3.919 cal 
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Lt | AaB y ybee St beter [7] dy Syst! 




































































Cpe | bry it | Sie few gl | 03) 

dy gal! 4 oI 6 yaa! gee! | ala! 
0.000 119 34.558 1.16 3.65 1 
0.000 119 30.316 1.19 3.30 2 
0.000 119 33.914 1.12 3.48 3 
0.000 119 30.009 1.18 3.23 4 
0.000 119 25.734 1.15 2.70 5 
0.000 119 27.272 1.00 2.50 6 
0.000 119 30.369 1.12 3.10 7 
0.000 119 26.418 1.19 2.88 8 
0.000 119 25.723 1.19 2.80 9 
0.000 119 23.645 1.34 2.90 10 
0.000 119 25.642 1.21 2.83 11 
0.000 119 24.798 1.25 2.83 12 
0.000 119 32.194 1.13 3.33 13 
0.000 119 31.824 1.15 3.33 14 
0.000 119 33.830 1.09 3.38 15 
0.000 119 29.329 1.11 2.98 16 
0.000 119 25.181 1.12 2.58 17 
0.000 119 28.409 1.12 2.90 18 
0.000 119 28.166 1.17 3.00 19 
0.000 119 31.707 1.21 3.50 20 

28.952 1.272 3.06 
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Ole [2] @5y Greke 


cag Ag 4S ig SN CY ce SEN 

cll Baybee Spd) od Hb pall Olt! bo Jy EH altel Soll pg 
Shy a Gat NB GK BL aey Gaee AIL aS le aL YL pS oy 
out Oly olay 6 JS fol pSULe| Ob Lele dal CLE de pie BLS 
cpg ATM oS > gger ale SI NSU chil ge gf Leh SS he Gyles Gay Ladd pole! 
Nghe 


KL) lel JLSeed ef oe BSW Eb) leglel aer Sh ee SG 1 DG ell 
hg coedl 
[ Jai LT Lss te 
[ ] x30 26 [ Ja 2520 [ ]& 20 c% Jf | poll 

[ J] 45 wi [ ]e 4541 [ ]%40 31 
[eects LP ct LD u tL Das tel ce ity peeled c peel 
[] com [] cists deter dU 
[L] te es [ ] oS by 1 bg 
age [ Jere [ Jobe [ Juste [ Jerk abs JE oe ok pl db 


[ Ja> 
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SMB paell LS cee ded SI dati Ld Bo er pee de yd Oly cle S| GU qed 
Byte IS abel dep tlh SUI ye dey [ID | SjLd) ave yp LUSy ane 0 globes 





Ale Yl glee 5 les! opi 
Bg w]e | ALE] SB ge | Gil ge 


ons | Gel ge ody 





Ade Ae Ol pet 2 nell CU Ol 1 





GU SS oll ged 5 abel Gi bol] 2 
Aldo 9 dois C2 all 





SEA Ost GO pall shy of] 3 
reall 





aed SF peal Halll ISLA ell ebb of} = 4 





cl foes Sls GB pall Slo] av Luce] 5 


May i EB oe 59 Bet 





SF ASy AL al os cio burl 6 
pee GbLS G pall 3513] oF HL 
reer y 





SK tas faba oil pall Blot ob] 7 
ib pall GUL G Lele obey! 





cl US G OLsd etn pall oye] 8 
us ed 45 





SUN 36 ou FY Spall ail ol] 9 


4d pall Bde 43 2 §ee call 








on Hyg olde de bee Voy sol] 10 
wf Seay! clot pall cab ys 
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ils Ope VG pall aby ol] 11 


o 9 I sels 





fides Mor Og) gene Hal) tb ye o}] 12 
Lys4 ofl OUb 





ane falast (sill 3 pall ab se sit i} | 13 





£5aih 





axe bbl sl 4 all pile ys bey 15 
steed! SEY 4 CYL 





alazal coh On Go Y Spall dial ol] 16 


gee 





sl Ogg Ogle VG pall gib ye ol] 17 


pa é elazal 





CHiN OL Osi VG pall giby ot] 18 





Lal aoball ei YG pall Slo} ol] 19 
gene Gee Uy 








WIS Cal Y 2B pall bre ou fo] 20 


cps) 
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© poles gM dy let gS) Ob ye dad gel) SAE 59 pr ei dye Oly cle J) gltl endl! 
pall oye O gad gi La BLE IS abel dee yall SURI ye toy BID | ByLa! avy LUSy lyre 
1 (32.4 OL gene oye dod OI 


bY rw 3 yLss| oo 





Ble fot | ule | aly | Gly 


obey Gly dey 





4adi i pegt Ball CU de ofa] 1 





Mull 9 dell Gib o Sof 4] 2 
Aldo 9 dais 2 wall od 53 gall 





gee pall cab ye of 4 | 3 
reall 





HU Gil jo ala bli Cly of 4] 4 
dota) oad) és SL 








Les sey La, G pall dal eg of ce] 5 
dott) OBI G 





oe bles of G pall ays] de ce] 6 
a5;4h) 





cols GA As OFS pall dla} ed] 7 
Lgdle sleaze! AgLSGL 5) gett! 2 alll 








bid pitt of G pall ylol de ce] 8 


Lausl ys 3 Ad pall 





BLD phe] SG pall Blo] Cole ed] O) 
LAL gd etic coll Ane sll 
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ci all ibs Cole c od| 10 


1) 93 Ae 





V5 gS OF peal cab ge Carly oe nd 11 


wes ofl SI stelid site! de Lils 
Le Se oS nel gents 





deday 3 pall ab ye fate of gt | 12 
lyst FL lb 





GC NF Of F pall Syl} le oe] 13 
ct pall cab yo aadL etl oth gl 
Bhi he iS SUS Bb 





cols GU ys Of 4G pall dylo} le C4] 14 
ft rg leled BOLL 5 pet pall 
ci ght 





9 OL SG pall sabe dey of 4] 15 
jaye! BEY 





JS ere G pall slat eld sy CH Y!] 16 
Lele bss Llaal oO» 5 





sl 2 pall ab ys ela bg oS 17 
Lard LeLaxal ob Il 





yall iby tm Js Jas | 18 


ob ob 





F pall 3 jlo] ads cig Spill we | 19 
gee Gee ofl AU Lt abel 








ee oho Sof igcey| 20 
cpl pl BIS Ee 4 all 
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1 Ay Sl aert ht 
1993 clad Gjbey cig JB ly pte Ares 3 0999 Grp Spe SO yf 1 
1998 os ala) ccs atl aS ALLA Sg) Lad Ded! syloYl  etl ue teeta .2 
Betta UA ashe Stay Sel) Sen fou] Bpall weed Gaal wal ne 3 
1999 Aas sly tol Sal | tb) ae Le dle 
‘Agi WN day art pli 
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